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DETAILED ACTION 

1. Applicant's amendment filed on January 3, 2005 has been entered. No Claims have been 
amended. Claims 18 and 19 have been added. No claims have been cancelled. Claims 1,3, 9, 
10 and 12-16 are still pending in this application, with claims 1, 9 and 18 being independent. 

Claim Rejections - 35 USC §103 

2. Claims 1, 3, 9, 10 and 12-16 are rejected under 35 U.S.C. 103(a) as being unpatentable 
over Walker et al. (U.S. 6,014,439), in view of Judkins et al. (6,603,854). 

3. Regarding claim 1, Walker teaches a method for call processing in a call center (Fig. 1, 
item 100) comprising the steps of: receiving at least one incoming telephone call over a 
communications network (Fig. 8a, item 805), collecting information relating to the at least one 
telephone call (Col. 5, lines 54-55, Col. 4, lines 53-60) presenting at least one interactive audio 
menu which includes options for being placed in a queue in order to speak with a selected 
customer service representative (Col. 2, lines 63-67), accessing one or more interactive 
applications while waiting in the queue and accessing only the interactive applications (Col. 2, 
lines 41-43); upon affirmative selection for being placed in the queue (Col. 2, lines 63-67 and 
Col. 3, lines 1-7), and presenting an option to be routed to the selected customer service 
representative upon occurrence of a detected event (col. 3, lines 21-27). 

In addition, Walker does not directly mention about assigning a routing priority number 
for routing the at least one telephone call to the selected customer service representative based on 
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the collected information. Wherein the routing priority number is determined based on at least 
one of : order in which the at least one incoming call is received, indication made in the at least 
one telephone call, and from monitoring the interactive applications selected during the at least 
one telephone call. However, Judkins teach that assigning a routing priority number for routing 
the at least one telephone call to the selected customer service representative based on the 
collected information (Col. 13, lines 39-45). The caller's name and telephone number are 
typically identified by the telephone number (ANT) from which the call is made. Judkins allows 
a user to priotize calls based on the number dialed (DNIS), the number dialed from (ANI), and 
the length of time in queue. The length of time in queue indicates the order in which incoming 
call is received (note that the claim recites "at least one of . . ."). Judkins escalate the priority 
after the call has been in queue more than a threshold. As a result, calls reach a threshold will be 
in order of their coming and the longer is the length of time in queue, the earlier the call is 
received. Thus it would have been obvious to one of ordinary skill in the art at the time the 
invention was made to incorporate Walker's system to Judkins' system to provide better routing 
priority number in order to route the telephone call to agent based on the collected information 
from caller's profile. 

Regarding claim 3, Walker further teaches the detected event comprises at least one of: a 
change in an availability status for the selected customer service representative, completion of 
one of the interactive applications, and a received indication from the at least one telephone call. 
(Fig. 8c, item 865). 
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Regarding claim 9, Walker further teaches a system for processing telephone calls 
comprising: a communications network interface device (Fig. 1, item 155) configurable for 
receiving and processing of at least one incoming telephone call and providing access to at least 
one interactive application ; a queuing application (Fig. 2, item 210) in connection with the 
network interface (Fig. 1, item 170) which is configured to simultaneously hold the at least one 
incoming telephone call in a the call queue while the at least one incoming telephone call is 
hosted in the communications network interface (Col. 6, lines 43-45); 

said communications network interface device being further configured to provide access 
to one or more of the at least one interactive applications while the at least one telephone call is 
in the call queue (Fig. 8B, item 842, 845, 850); and 

a call distributing apparatus (Fig. 2, item 150) in connection with at least one 
communications network interface (Fig. 1, item 250 or 245 or 260), a queuing application (Fig. 
2, item 210) in connection with the network interface (Fig. 1, item 170). 

Walker does not teach a communication network interface is configured to route the at 
least one incoming call to a designated destination according to the priority number, and a 
network interface is configured to determine a priority number for placement of the at least one 
incoming telephone call in a call queue. However, Judkins teaches a communication network 
interface is configured to route the at least one incoming call to a designated destination 
according to the priority number, and a network interface is configured to determine a priority 
number for placement of the at least one incoming telephone call in a call queue. The caller's 
name and telephone number are typically identified by the telephone number (AIN) from which 
the call is made. Judkins allows a user to priotize calls based on the number dialed (DNIS), the 



Application/Control Number: 09/923,984 Page 5 

Art Unit: 2642 

number dialed from (AIN), and the length of time in queue, thus it would have been obvious to 
one of ordinary skill in the art at the time the invention was made to incorporate Walker's system 
to Judkins' system to provide better routing priority number in order to routing the telephone call 
to agent based on the collected information from caller's profile. 

Walker does not teach the communications network interface, the queuing application, 
and the call distributing apparatus are resident in a public switched telephone network (PSTN). 
However, it has been held for many years that the separation or integration of 
components/functions would be obvious and does not rise to the level of patentability. 

Regarding claim 10, Walker further teaches the destination is a customer telephone 
system that supports call attendants (Fig. 1, item 160). 

Regarding claim 1 1 , Walker further teaches at least one of: the communications network 
interface (Fig. 1, item 170) the queuing application (Fig. 2, item210), the all distributing 
apparatus (Fig. 1, item 150); are resident on central office switch in a public switched telephone 
network (PSTN) (Fig. 1, item 135). 

Regarding claim 12, Walker further teaches at least one of the communications network 
interface, the queuing application, the call distributing apparatus; are resident on customer 
premise equipment (CPE) (Fig. 1, item 110 and 105). 

Regarding claim 13, Walker further teaches the communications network interface is 
configured on voice response unit (VRU) interfaced with the public switched telephone network 
(PSTN) (Fig. l,item 155). 
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Regarding claim 14, Walker further teaches the queuing application is configured on a 
network based application server (Fig. 2, item 205 and 150). 

Regarding claim 15, Walker further teaches the call distributing apparatus is configured 
on an automatic call distributor (ACD) (Fig. 2, item 150). 

Regarding claim 16, Walker further teaches the ACD routes the at least one incoming call 
to a customer PBX system over data network (Fig. 1, item 145). 

Claim Rejections - 35 USC § 103 
4. Claims 18 and 19 are rejected under 35 U.S.C. 103(a) as being unpatentable over Walker 
et al. (U.S. 6,014,439), in view of Judkins et al. (U.S. 6,603,854) and further in view of Otto 
(5,703,943).. 

Walker teaches a method for call processing in a call center (Fig. 1, item 100) comprising 
the steps of: receiving at least one incoming telephone call over a communications network (Fig. 
8a, item 805), collecting information relating to the at least one telephone call (Col. 5, lines 54- 
55, Col. 4, lines 53-60) presenting at least one interactive audio menu which includes options for 
being placed in a queue in order to speak with a selected customer service representative (Col. 2, 
lines 63-67), accessing one or more interactive applications while waiting in the queue and 
accessing only the interactive applications (Col. 2, lines 41-43); upon affirmative selection for 
being placed in the queue (Col. 2, lines 63-67 and Col. 3, lines 1-7), and presenting an option to 
be routed to the selected customer service representative upon occurrence of a detected event 
(col. 3, lines 21-27). 
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In addition, Walker does not directly mention about assigning a routing priority number for 
routing the at least one telephone call to the selected customer service representative based on 
the collected information. Wherein the routing priority number is determined based on at least 
one of : indication made in the at least one telephone call. However, Otto teach that assigning a 
routing priority number for routing the at least one telephone call to the selected customer 
service representative based on the collected information (Abs. lines 8-15). The caller's name 
and telephone number are typically identified by the telephone number (ANI) from which the 
call is made. Otto allows a user to priotize calls based on transaction number. An agent provides 
a transaction number to the caller when the caller has not completed a transaction and the caller 
is connected to the agent associated with that transaction number. The caller can be served by 
the same agent while still having the advantage of having their calls queued to any available 
agent of the ACD if the preferred agent for handling a caller or handling a transaction is not 
available. Thus it would have been obvious to one of ordinary skill in the art at the time the 
invention was made to incorporate Walker's system to Otto's system to provide indication 
(Transaction number) to incoming caller that they will be able to speak with a call attendant and 
not have to continuously try to establish a connection. 

Response to Argument 

5. Applicant's arguments filed on January 5, 2005 have been fully considered but they are 
not persuasive.' 

All the arguments have been response in the body of claims rejection... 



Application/Control Number: 09/923,984 
Art Unit: 2642 



Page 8 



Conclusion 



Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Karen L Le whose telephone number is 703-308-4998. The 
examiner can normally be reached on M-F 8:30-5:00. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Ahmad F Matar can be reached on 703-305-4731. The fax phone number for the 
organization where this application or proceeding is assigned is 703-872-9306. 

Information regarding the status of an application may be obtained from the Patent 
Application Information Retrieval (PAIR) system. Status information for published applications 
may be obtained from either Private PAIR or Public PAIR. Status information for unpublished 
applications is available through Private PAIR only. For more information about the PAIR 
system, see http://pair-direct.uspto.gov. Should you have questions on access to the Private PAIR 
system, contact the Electronic Business Center (EBC) at 866-217-9197 (toll-free). 



KLL 
Karen Le 



March 7, 2005 




